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Introduction

Project Open ships with a powerful workflow editor that lets you control how a ticket is
processed. The workflow editor operates in one of two modes: Simple Process and
Advanced Process. This tutorial will cover the Advanced Process.

I’ll break down the Advanced Process tutorial into these parts:

Tasks and Places

Roles and Responsibilities

Arcs and Guards

Automatic Processes

Adding to Helpdesk Ticket Types
Adjusting Dynfields

o0k wn

This section will cover Adding to Helpdesk Ticket Types.

Pre-Requisites
To successfully run this tutorial, you’ll need:

1. A working installation of Project Open 3.5.0.0.1; 3.4.0.8.0c should work as well.
2. A Project Open administrator ID

My Project Open installation runs on CentOS 5.5 Linux. The examples should run on

any installation of Project Open, though. | used Apple’s Safari (under OS X 10.6.7) to
capture the screen shots.

Adding to Helpdesk Ticket Types

Our new workflow is more or less ready to be used. The next question we have to
answer is how do we present it to the folks who are using Project Open? How do we
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make it show up on the list of available ticket types that are visible when you create a
new Helpdesk ticket?

Figure 1 shows an example of the list in question.

New Ticket :
Name * | |
SLA * [ :] .

Type
Status * Systems - Sec Change
Systems - Critical Fixes
Standard Help Desk Ticket
Systems - Suggest Project
: Systems - CR

Adm” Systems - Detailed Design

e Admi Systems - Deploy to Test

e Admi Systems - Deploy to Production

o New' Systems - Approve Project
Systems - Review Completed Project

:

0]
* require

K

Ho [NE Systems - Copy Data
Systems - Review Source Code
Hol Sample 002
Prc Sample 000
Human RE&SoUurces |

Figure 1: The goal is for our new workflow to show up here.

We can do this by adding the new workflow to the Category called Intranet Ticket Type.
And to do that, we need to find out the work flow’s “system” name.

Perform these steps to get to the starting point for the tutorial:

hon =

Login into Project Open using an ID in the PO Admin group
Click on the Admin tab

Click on the Workflow URL

Find the workflow (in our case, it’s called Sample 001)

When you find it, take a look at the line just below the name. It should look something
like Figure 2.
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Sample 001

(sample_001_wf) No active cases This is for the tutorial.

Figure 2: You can find the “system” name under the ‘pretty” name.

Under “Sample 001,” which is what we called the workflow, you’ll see the “system”
name, which, in this case, is sample_001_wf. Project Open converts the “pretty name”
by making it all lowercase, substituting underscores for spaces, and appending “_wf” at
the end. Now that we have the system name, we can add the new workflow as an item
in the Helpdesk ticket list.

Click on the Admin tab. Find the URL called Categories. Find the URL for Intranet Ticket
Type and click on it. You should see something like Figure 3.

Intranet Ticket Type

u to configure ‘categories’ (the contents of most drop-down boxes in the system)
categories unless you know what you are doing. Many categories are used as constants and changing
them will break the system

Instead, please use 'Category translation' to change the way how categories appear in the GUI
o Help about t 2q¢

Sort

Id En Category Order 15"A  Intl Int2 String1 String2 Description
Change
30102 f  Purchasing Request 0 - = ticket_generic_wf Request to buy a new IT hardware or software item.
Change
30104 f Workplace move Request 0 et ticket_generic_wf
30106 f Telephony Request 0 ticket_generic_wf Request new telephone equipment or a modified telephone number
30108 f Proiect Request 0 = ticket_generic_wf Request a new project (> § days of work).
Incident R rt a bug. Pleas: thi e f learly fault 3 hi r. Oth St
30110 0 I \ckat ganartc wf eport a bug. Please use this category only for clearly faulty system behaviour. Otherwise
Ticket please use a "Feature Request’
30112 f  Report Request 0 ticket_generic_wf Request a new report.
30114 0 ticket_generic_wf Request to grant or remove permissions for 3 user and a particular system.
30116 f 0 feature_request_wf Request to implement a new features for a system.

Figure 3: Project Open presents Helpdesk ticket types based on the entries on this screen.

Near the bottom of the screen, you should find a URL that says Add a category. Clicking
on it display a screen like the one in Figure 4.
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Category

Category Type Intranet Ticket Type v
Category Nr. 10000025
Category name
Enabled *) Enabled () Not Enabled
Sort Order 0

de_DE:

en_GB: |

en_US:

es_ES:

es_LA:

fi_FI:
Category translations .fr_FR:

it_IT:

ja_JpP:

nl_NL:

no_NO:

pt_BR:

ru_RU:

tr_TR:

zh_CN:
Intl
Int2
Stringl
String2

Category description

Submit )

Please Note

Categories are frequently cached for performance reasons.
You may have to restart the server after adding or modifying a category

in order for the changes to take effect.

Figure 4: The category screen lets you define how your workflow will be presented.

The screen pre-selects Intranet Ticket Type as the Category Type. Don’t change that if

you want this to work.

Likewise, don’t change the Category Nr. Project Open generated the next available

unique identifier for you.

You should enter the name you’d like to use as the default for this new workflow -- in
other words, the default way Project Open should add this to the list of Helpdesk ticket
types. For the tutorial, I'll enter Tutorial Sample 001.
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One of the things | really like about Project Open is how well it supports
internationalization. This screen lets you specify text that will override the default
Category Name for users who have selected other languages. Since the only language
I’m fluent in besides English is American Sign Language (ASL), and since it’s not
represented, I'll try to show respect for other languages by not butchering them with bad
examples. In other words, I'll leave them blank.

The only other required field is String1. We'll put the “system” name for the workflow
there. If you remember, it was sample_001_wif.

Note: The Sort Order field isn’t working, at least for me. That’s too bad, because it
would be nice to sort them!

Clicking on Submit button saves the changes.

Now, if you list the Helpdesk ticket Types, you should see something like the screen
from Figure 5.

New Ticket

Name * | |
sta* | 4] .
vee
Status * Systems - Sec Change
E Systems - Critical Fixes

Standard Help Desk Ticket
* require

Systems - Suggest Project
.' Systems - CR
Adm“ Systems - Detailed Design
e Admi Systems - Deploy to Test
e Admi Systems - Deploy to Production
e New' Systems - Approve Project
Systems - Review Completed Project

|

Home Systems - Copy Data
Systems - Review Source Code
Hol  Sample 002
Prc¢  Sample 000

Tutorial Sample 001

] # F F
0O |
o [E
Z
~

| l

Figure 5: If all went well, the new workflow should show up here.
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However, you might get an unpleasant surprise if you try to create a ticket with your new
workflow. It'll look like Figure 6.

New Ticket
Name * Not Quite Ready!
SLA * Interstell (Support SLA) o
Customer Contact * 44
Type * Tutorial Sample 001 oy
Status * Open 44
- 0K [ Cancel
* required

Figure 6: The ticket’s missing a few fields!

Some key fields -- like the description -- are missing! That’s because we haven't told
Project Open what fields to use.

I’ll show you how to do that in the next and last part of the tutorial.



